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ABSTRACT 

For members of the elderly housing industry, 
important questions concern how people decide to become residents of 
a particular senior community, how they function after they move in, 
and how they feel about their experience in the community. Scientists 
can design and conduct research to answer these questions. In an 
elderly housing facility, management must maintain control of the 
operation of the facility but residents must feel they are in control 
of their lives. Since these feelings of control are important to 
residents* satisfaction, management needs to help residents maintain 
the kinds of control they need. An evaluation procedure measuring 
internal health of senior communities has been developed by the 
Foundation for Aging Research of Clearwater, Florida. This evaluation 
determines if residents are dissatisfied, what training staff needs, 
priorities for improvements, impact of current programs and policies, 
and effectiveness of various communities under the same management. 
The evaluation assesses attitudes of residents, staff, management, 
and board members. The same questions are asked of all groups. Large 
differences of opinion suggest problem areas. Test studies have shown 
that residents* satisfaction is most dependent on their perception of 
staff caring about them as people. Staff, on the other hand, believe 
residents* satisfaction to be most dependent on interesting 
activities. Residents felt more in control of their lives than staff 
perceived them to be. This type oi research can be useful and 
addresses specific questions for which owners and managers need 
answers. (ABL) 
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EVALUATING THE INTERNAL HEALTH OF SENIOR COMMUNITIES 



INTRODUCTION 

I FIRST WANT TO MAKE SOME GENERAL COMMENTS ABOUT THE VALUE OF 
RESEARCHERS AND PRACTITIONERS WORKING TOGETHER. THEN I WILL SHARE 
SOME INFORMATION THAT I HOPE YOU CAN USE IN THE BUSINESS DECISIONS YOU 
HAVE TO MAKE. 

I'M A CLINICIAN AND A SCIENTIST. MY BUSINESS IS OBSERVING PEOPLE. 

After twelve years as a college and university professor/ I decided it 

WAS TIME TO DO FULL TIME WHAT I LIKE TO DO BEST - RESEARCH. AFTER 
THREE YEARS OF GIVING PAPERS AT MEETINGS OF OTHER PSYCHOLOGISTS AND 
GERONTOLOG I STS AND SEEING MY PUBLICATIONS GATHER DUST ON THEIR 
SHELVES/ I DECIDED SOMETHING WAS WRONG! 

Nine years ago I made some important decisions. 

I decided to take my KNOWLEDGE OF PEOPLE/ PARTICULARLY OLDER PEOPLE/ 
AND MY RESEARCH SKILLS AND TRY TO FIND OUT WHAT DEVELOPERS AND 
MANAGERS OF SENIOR HOUSING AND SERVICE DELIVERY PROGRAMS NEEDED TO 
KNOW. 

We organized the Foundation for Aging Research for the express purpose 
of bridging the gap between research and practice. 
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Since that time we have gathered extensive information from over 8/000 
residents and prospective residents of retirement communities in 
states as widespread as massachusetts/ florida and arizona. 

We've worked with developers/ owners and managers who have decided to 
build and not to build/ to buy and not to buy/ to hire and not to 
hire/ and to change or not to change management policies. 

One of the professional organizations to which I belong is the 
Environmental Design Research Association. The theme of this year's 
annual meeting was "The Costs of Not Knowing: the costs of practice in 

the absence of INQUIRY; THE COSTS OF INQUIRY IN THE ABSENCE OF 
practice." I THINK THAT TITLE DEPICTS PERFECTLY HOW ESSENTIAL IT IS 

for researchers and practitioners to work together. 

The biggest problem to a more fruitful interaction between researchers 
and practitioners is communication. researchers frequently do not 
know what kinds of questions need to be addressed and practitioners do 
not know what researchers could do for them. 

i am not a developer/ marketer or manager/ but i think i've learned 
some important things from practitioners over the last nine and one * 
half years about the unique challenges which senior communities ' 
present to management. these lessons have come from working with 
developers and managers to address their questions and problems. they 
are people challenges. 
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Senior communities are not just real estate; they are ongoing 
management- intensive businesses. 

They are complex organizations of people/ most of whom have made a 
life commitment to be part of the community. 

Whether your particular organization calls itself life care/ 
continuing care/ leisure living/ or simply a retirement community/ the 
fact remains that most people who move in will spend or will try to 
spend the rest of their lives there. that will be true even if that 
was not their intention when they moved in. further/ whether you like 
it or not/ the longer you are in business/ the more your reputation 
will depend on the extent to which people can and do spend the rest of 
their lives within your organization. 

thus/ questions regarding how people decide to become residents/ how 
they function after they move in and how they feel about their 
experience in your community are all rather important questions. 

but/ two basic considerations should ' be part of any decision you 
would make to sponsor research: 

1- isa question testable? and/ 

2- is it worth testing/ that is/ will the result justify the 

EXPENSE? 

If both can be answered "YES'v there IS NO REASON TO CONTINUE 
GUESSING. 



What is important about this process is that it can be done. Some 
questions are well worth addressing. some answers can reduce 
significantly the risks practitioners have to take. some answers can 
assist you in doing a far more effective job. 

The INDUSTRY NEEDS TO UNDERSTAND THE IMPORTANCE OF HAVING OBJECTIVE 

and reliable information and how it can be obtained. 

i do a lot of market research/ both for developing facilities and for 
ongoing established organizations. i sometimes get the feeling that 
some developers don't want too much information. this probably does 
not apply to you since you've bothered to come to this meeting on the 
last day of the conference. for some i think it would reduce the 
entrepreneurial fun. others really don't want to know it if the 
market data do not support what they had already decided to build. 
Still others do not see the value of spending a relatively small 

AMOUNT OF money UP FRONT BEFORE THEY RISK MILLIONS. 

SCIENTISTS ARE NO BETTER GUESSERS THAN YOU ARE; THEY'RE PROBABLY NOT 
AS GOOD. BUT/ THEY KNOW HOW TO OBTAIN OBJECTIVE AND RELIABLE DATA. 

A SCIENTIST'S ROLE IS NOT TO GIVE AN OPINION BUT TO DEVISE A WAY TO 
ANSWER A QUESTION WHICH IS VALID AND RELIABLE/ THAT IS/ IT IS USEFUL 
AND REPEATABLE. 

I'D LIKE TO COME BACK NOW TO WHAT WE'VE LEARNED ABOUT SOME OF THE 
PEOPLE QUESTIONS THAT ARE IMPORTANT TO MANAGEMENT IN THIS INDUSTRY. 
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a key word for all businesses is "control". in order to achieve your 
objectives/ you need a plan to move you toward those objectives and 
you need control over the human and physical resources required by 
that plan. 

in a senior community/ several kinds of control are essential to its 
effective operation. and/ sometimes it appears as if they work 
against each other. 

Management must maintain control of the operation of the facility but 
residents must feel they are in control of their lives . 

There is considerable research support for the importance of feelings 
of control as predictors of the health and life satisfaction of 
SENIORS. It is clear it is In the best interests of a senior 
community to help residents maintain the kinds of control they need to 
remain as healthy and satisfied as they can be. 

Probably the most dramatic difference between this and other 
businesses is that you'll be dealing with all aspects of the same 

people's lives for AN AVERAGE OF 12 TO 15 YEARS. 

The people who move into upper middle income retirement communities 
are not representative of the older population as a whole. these 
people are planners. the average educational level is 15 years in 
spite of the fact that 
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THEY ARE PART OF A GENERATION IN WHICH MOST PEOKE DID NOT FINISH HIGH 

SCHOOL. Both men and women have held responsible positions in 
SOCIETY. They are used to making their own decisions and fully intend 
to continue to do so. 

Managers are thus faced with maintaining a fiscally sound organization 
while also interacting effectively with a large group of bright/ 

independent older persons who have made this ORGANIZATION THEIR HOME. 
An example which drives this point home is the MANAGER WHO HAD BEEN 
LISTENING TO RESIDENTS' EXPRESSIONS OF CONCERN THAT THE LOBBY 
FURNITURE AND CARPET WERE LOOKING WORN. FINALLY/ THROUGH CAREFUL 
PLANNING/ THE MANAGER PUT ASIDE SUFFICIENT FUNDS TO COMPLETELY REDO 
THE LOBBY. HE HIRED A DECORATOR AND ORDERED NEW DRAPES/ CARPET AND 
SLIP COVERS. The manager knew the RESIDENTS WOULD BE DELIGHTED. THE 

day the installers showed up was a total disaster. the residents were 
so upset that the residents' council called a special meeting. 
"Their" chairs/ carpet and drapes had been changed without any prior 
annoucement or consultation. 

do not be misled by your experience in other businesses. you may own 
this business but it is the personal home of 300 seniors who are 
paying for the features and services they are getting. 

a colleague friend of mine from the university of florida/ gordon 
StreiB/ described it this WAY. "Most residents appear to be content 

TO LET OTHER RESIDENTS OR COMPETENT AND BENIGN MANAGEMENT DECIDE 
day-to-day and month-to-month issues. HOWEVER/ IF A CRISIS ARISES— AN 
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event or situation that is perceived as threatening to the community 
or to substantial numbers of res i dents— they can mobilize and probably 
act more quickly than residents of non-retirement communities. 
Developers and managers who regard the residents as 'passive old 

PEOPLE' WILL receive A SPEEDY GERONTOLOGICAL EDUCATION." 

thus/ control for these residents does not mean they want to make all 
the day to day decisions of management, most have deliberately 
decided to rjd themselves of some of those decisions. but/ it means 
they expect to know what is going on/ that there is a mechanism 
whereby their concerns are listened to and considered and that the 
integrity of their lives is maintained. 

This does not mean that residents expect catering to their every whim. 
One manager was so anxious to please that everything the residents 
mentioned that would be nice to have was done. BUT/ the more the 

manager DID/ the MORE UNSETTLED THE RESIDENTS BECAME. THE RESIDENTS 
knew the manager lacked integrity. He was AFRAID TO SAY "NO" TO 

anything. the residents knew they could not trust the manager to 
protect their best interests. 

People who have successfully run other businesses may have problems 
with the interpersonal dynamics in this setting. 

In ANOTHER INSTANCE/ ON PAPER, THE BUSINESS SEEMED TO BE FUNCTIONING 
VERY WELL. THEN/ ONE DAY/ ONE OF THE RESIDENTS BROUGHT A PLATE OF 
CREAMED CHICKEN INTO THE MANAGER'S OFFICE AND DUMPED IT IN HIS LAP. 
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The residents had been writing complaints about the food but in the 
words of another resident "he doesn't have enough spine to get out 
from behind his desk." so/ the residents had decided to take their 
complaint behind the desk. 

Management's perception of what is going on within a facilty is not 
always accurate. frequently/ the surface complaints of a few vocal 
residents/ even if they are members of the residents' council/ are not 

REPRESENTATIVE OF HOW THE RESIDENTS AS A WHOLE FEEL. AN ADMINISTRATOR 

can be doing what looks like a good job by other business standards 
and at the same time creating problems within the group of residents 
which will take a long time to overcome. 

About five years ago/ we developed an evaluation procedure which we 
now describe as measuring the internal health of senior communities . 

The CONTRACT WHICH MADE IT HAPPEN WAS PART OF THE LONG RANGE PLANNING 

process of a mult i -commun i ty organization. they wanted to evaluate 
their existing communities before deciding whether and how to expand. 

Since that first timE/ we have used it twice to evaluate the 
conditions within facilities for prospective buyers of those projects. 

two communities have decided to adopt the methodology as a regular 
evaluation procedure which will be repeated every two years. 

We are PRESENTLY DOING EVALUATIONS IN SEVENTEEN ADDITIONAL SENIOR » 
LIVING FACILITIES. 
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The procedure is suitable to address a variety of questions including: 

- Why do some residents complain all the time? Are the residents 
really that dissatisfied? 

- What kind of training do our staff members need? 

- how should we set our priorities in terms of the improvements to 

BE MADE? 

- Are there any areas in which we really should be considering 
making changes? 

- What overall impact are our policies and programs having on the 
residents? 

- How do the various communities under our management compare in 
terms of their effectiveness? 

The procedure begins with distribution of essentially parallel 
questionnaires for residents/ staff and management/ and board members/ 
if such a group exists. 

no one is asked to sign the questionnaires. everyone is assured that 
the only persons who will see the questionnaires are the research 
staff of the foundation. summarized findings and recommendations are 
reported and discussed with members of the community. 

The instrument contains questions with regard to general satisfaction/ 
why people have moved in/ the availability and quality of services 
and activities/ staff performance/ interpersonal relations among 
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residents and staff and a variety of items related to resident 
feelings of control. the latter group include such items as: whether 
residents know what's going on/ whethef. they are able to achieve the 
levels of privacy and social interaction they desire/ whether the 
policies and rules are clear and whether the residents are able to 
influence management decisions. 

Each question is asked of all three groups. For example/ each group 
IS asked whether maintenance requests are handled efficiently and each 

EVALUATES WHETHER RESIDENTS ARE GETTING A GOOD VALUE FOR THEIR MONEY. 

In ADDITION/ QUESTIONS SUCH AS AGE/ MARITAL STATUS/ EDUCATION/ NUMBER 
OF YEARS IN THE FACILITY AND HEALTH STATUS ARE ASKED. THESE 
VARIABLES ASSIST IN INTERPRETING THE NATURE OF THE FINDINGS. FOR 
EXAMPLE/ DIFFERENCES IN PERCEPTIONS MAY DEPEND ON HOW LONG A PERSON 
HAS LIVED OR WORKED THERE. IF THE PLANNED ACTIVITIES ARE SEEN AS 
APPROPRIATE BY MARRIED COUPLES BUT NOT BY SINGLES/ OR BY MORE FRAIL 
BUT NOT BY MORE ACTIVE RESIDENTS/ MANAGEMENT CAN USE THAT INFORMATION 
TO EVALUATE PROGRAM OFFERINGS. 

The RESPONSES FROM THE QUESTIONNAIRES ARE ANALYZED BY COMPUTER AND 
RESULT IN PROFILES OF RESIDENT/ STAFF AND BOARD ATTITUDES. ATTENTION 
IS THEN GIVEN TO THOSE AREAS IN WHICH LARGE DIFFERENCES OF OPINION 
EXIST AMONG THE GROUPS TESTED. SUCH INSTANCES SUGGEST PROBLEM AREAS 
WHICH NEED TO BE ADDRESSED BY MANAGEMENT. 
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One should not expect perfect agreement between residents and staff 

BECAUSE their GOALS ARE NOT THE SAME. ON THE OTHER HAND/ THERE HAS TO 

be some reasonable congruence of expectations or communication suffers 
and inappropriate decisions will be made on both sides. here the 
availability of comparative findings from other facilities is 
invaluable. the knowledge of how your community compares with others 
of a similar type can be very informative. 

If the results point to staff attitudes which interfere with 
appropriate program development or the development of constructive 

interpersonal RELATIONS WITHIN THE COMMUNITY/ A PROGRAM OF IN-SERVICE 
TRAINING CAN BE DESIGNED TO ADDRESS THOSE IDENTIFIED NEEDS. 

An assessment of this sort can also oAY things are O.K. IN A 

COMMUNITY. The findings can BE VERY REASSURING. IT CAN BE VERY GOOD 
TO KNOW THAT BASICALLY THERE IS NOTHING WRONG. SUCH KNOWLEDGE CAN 
PROVIDE A BASE OF CONFIDENCE AND PERSPECTIVE AS ONE DEALS WITH THE 
INEVITABLE COMPLAINTS. DON'T FIRE THE MANAGER IF THE PROBLEM IS WITH 
A FEW RESIDENTS. THE PRINCIPLE "iF IT AIN'T BROKE/ DON'T FIX IT." IS 
ALSO AN IMPORTANT ONE IN RETIREMENT COMMUNITIES. WHILE SOME NOVELTY 
IS CRITICAL IN PROGRAMMING/ CONSISTENCY AND STABILITY IN MANAGEMENT 
ARE HIGHLY VALUED BY RESIDENTS. 

WE HAVE LEARNED A GREAT DEAL ABOUT THE WAY RESIDENTS AND STAFF 
FUNCTION/ RELATE AND PERCEIVE EACH OTHER THROUGH THE USE OF THIS 
EVALUATION PROCEDURE. 
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When the data, for example, from all the life care residents we have 

STUDIED ARE COMBINED. THE CHARACTERISTIC WHICH BEST DISCRIMINATES 
BETWEEN THOSE WHO FEEL MORE SAT 'SF I ED WITH THEIR COMMUNITY AND THOSE 
WHO FEEL LESS SATISFIED IS WHETHER THEY FEEL THE STAFF CARE ABOUT THE 
RESIDENTS AS PEOPLE. THE SECOND MOST IMPORTANT IS WHETHER MANAGEMENT 
IS CONCERNED WITH MAINTAINING THE APPEARANCE OF THE BUILDING. IT IS 
MORE IMPORTANT IN TERMS OF SATISFACTION THAT THERE ARE INTERESTING 

activities outside of the facility in which they participate than that 
there are activities within the community in which they are engaged. 

The most important features in terms of whether residents feel they 

ARE GETTING THEIR MONEY'S WORTH ARE WHETHER MAINTENANCE REQUESTS ARE 
HANDLED EFFICIENTLY AND WHETHER THEY FEEL THEY KNOW WHAT IS GOING ON 
IN THE FACILITY. 

BY CONTRAST. THE STAFF'S PERCEPTION OF WHAT IS MOST IMPORTANT TO 
RESIDENT SATISFACTION IS THAT THERE ARE INTERESTING ACTIVITIES WITHIN 
THE FACILITY IN WHICH RESIDENTS PARTICIPATE. HERE IS A DISTINCT 
DIFFERENCE. THE FACTOR THOUGHT TO BE MOSJ IMPORTANT BY THE STAFF IS 
NOT CONSIDERED AN IMPORTANT VARIABLE BY THE RESIDENTS. ON THE OTHER 
HAND. RESIDENTS AND STAFF AGREE THAT THE RESIDENTS WHO FEEL THEY KNOW 
WHAT IS HAPPENING IN THE BUILDING ARE MORE SATISFIED. 

IT IS ALSO POSSIBLE TO LOOK AT DIFFERENCES WITHIN THE STAFF. MORE OF 
THE STAFF WHO FEEL RESIDENTS ARE SATISFIED ALSO FEEL THAT STAFF CARE 
ABOUT OTHER STAFF AS PEOPLE. SECOND. MORE OF THE STAFF WHO FEEL THE 
RESIDENTS' COUNCIL FUNCTIONS EFFECTIVELY ON BEHALF OF THE RESIDENTS 
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ALSO FEEL THE RESIDENTS ARE LESS SATISFIED. EVIDENTLY/ THESE STAFF 
PERCEIVE THE RESIDENTS' COUNCIL PRIMARILY AS A VEHICLE FOR EXPRESSION 
OF DISSATISFACTION. 

THE AREAS OF GREATEST OVERALL DISCREPANCY BETWEEN RESIDENTS AND STAFF 
CONCERN THE EXTENT TO WHICH RESIDENTS ARE LIMITED BY THEIR HEALTH AND 
THE DEGREE TO WHICH THEY FEEL IN CONTROL OF THE IMPORTANT EVENTS OF 
THEiR LIVES. RESIDENTS FEEL LESS LIMITED AND MORE IN CONTROL THAN 
STAFF PERCEIVE THEM TO BE. 

IN TERMS OF REASONS GIVEN FOR HAVING MOVED TO THE COMMUNITY/ STAFF 
MEMBERS OVERWHELMINGLY FEEL IT IS BECAUSE OF THE AVAILABILITY OF 
HEALTH CARE. STAFF FEEL THE SAFETY FEATURES AND THE ABILITY TO SPEND 
THE REST OF THEIR LIVES IN THE COMMUNITY ARE NEXT IN IMPORTANCE. 

RESIDENTS AGREE THAT THE AVAILABILITY OF HEALTH CARE/ THE ASSURANCE 
THEY CAN CONTINUE TO LIVE THERE AND SAFETY FEATURES WERE IMPORTANT TO 
THEIR DECISION TO MOVE. THEY ALSO/ HOWEVER/ CITE A VARIETY OF OTHER 
FACTORS WHICH INFLUENCED THEM/ INCLUDING THE LOCATION AND APARTMENT 
SIZE AND DESIGN. 

WHEN RESIDENTS' REASONS FOR HAVING MOVED IN ARE COMPARED WITH THEIR 
GENERAL LEVELS OF SATISFACTION/ IT BECOMES CLEAR THAT THE PEOPLE WHO 
MOVED IN SIMPLY BECAUSE HEALTH CARE IS AVAILABLE OR BECAUSE THEIR 
FAMILY LIKED THE IDEA ARE THE LESS SATISFIED RESIDENTS. THOSE WHO 
MOVED IN BECAUSE THEY LIKED THE LOCATION OR APARTMENT SIZE AND DESIGN 
ARE MORE LIKELY TO BE GENERALLY SATISFIED. 
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Recent statistical testing of the instruments have demonstrated that 

RESIDENTS AND STAFF HAVE EACH BEEN ABLE TO USE THE SAME SET OF 
QUESTIONS TO EXPRESS AND DESCRIBE THEIR OWN WAY OF VIEWING OR 
UNDERSTANDING THEIR SENIOR COMMUNITY. 

For EXAMPLE/ BOTH SEE "CARING" AS OF CENTRAL IMPORTANCE WITHIN THEIR 
COMMUNITIES BUT WHAT BEHAVIORS EXPRESS CARING HAS SOME DIFFERENT 

components for staff and residents. 

Because the staff perceive the residents to be morf. limited by their 

HEALTH AND LESS IN CONTROL OF THEIR LIVES; BELIEVE OVERWHELMINGLY 
PEOPLE HAVE MOVED TO THE COMMUNITY BECAUSE OF THE AVAILABILITY OF 
HEALTH CARE; AND BELIEVE THAT THE MOST IMPORTANT FACTOR IN RESIDENT 
SATISFACTION IS THE ACTIVITIES AVAILABLE WITHIN THE FACILITY/ STAFF 
RUN A SIGNIFICANT RISK OF BEING OVERLY CONCERNED WITH CARETAKING OR 
TRYING TO DO TOO MANY THINGS FOR RESIDENTS. THIS IS NO DOUBT 
REINFORCED BY THE DEMANDS OF A FEW VOCAL RESIDENTS. AS CAN BE SEEN BY 
THESE FINDINGS/ HOWEVER/ WHILE RESIDENTS WANT STAFF TO CARE ABOUT THEM 
AS PEOPLE/ THEIR SATISFACTION IS MORE RELATED TO WHETHER THE PHYSICAL 
PLANT IS TAKEN CARE OF AND TO WHETHER THEY KNOW WHAT IS GOING ON 
WITHIN THE COMMUNITY. THE ABILITY TO BE SENSITIVE TO THE NEEDS OF 
RESIDENTS WHILE NOT BEING OVERPROTECT I VE OR PATRONIZING IS A DELICATE 
BALANCE TO ACHIEVE. iT IS CRITICAL TO THE EFFECTIVE MANAGEMENT OF 
SENIOR COMMUNITIES/ HOWEVER. THESE ARE QUALITIES FOR WHICH IT IS 
WORTH IT TO SELECT AND TRAIN STAFF. THEY ARE QUALITIES WHICH EXIST IN 
VARYING DEGREES IN DIFFERENT COMMUNITIES. 
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IM CONCLUSION 



The purpose for this discussion is to illustrate the fact that 

RESEARCH CAN BE USEFUL TO ADDRESS SPECIFIC QUESTIONS FOR WHICH 
OWNERS AND MANAGERS NEED ANSWERS. 

AT THE SAME TIME/ RESEARCH CAN INFORM US ABOUT THE NATURE OF OUR 
COMMUNITIES AND THE PERSONS WHO HAVE MADE COMMITMENTS TO BE PART 
OF THEM. 

THUS/ CONDUCTING EVALUATIONS USING A STANDARDIZED TECHNIQUE NOT 
ONLY PROVIDES AN INDIVIDUAL FACILITY WITH IMMEDIATELY USEFUL 
INFORMATION/ BUT IT ALSO MAKES A CONTRIBUTION TO A CENTRAL BODY OF 
KNOWLEDGE FROM WHICH ALL OF US CAN LEARN - PRACTITIONERS AND 

researchers alike. 

Research stimulated and sponsored by practitioners is more likely 

TO ADDRESS QUESTIONS WITH IMMEDIATE IMPLICATIONS FOR DECISIONS 
WHICH MUST AND WILL BE MADE. 

You NEED TO BE SURE THAT RESEARCH ANSWERS Y OUR QUESTIONS/ THAT IT 
DOES WHAT YOU WANT AND NEED IT TO DO. I AND OTHER RESEARCHERS 
WILL BE SURF IT IS DONE IN A MANNER SUCH TH AT WE'LL BOTH BE ABLE 

TO HAVE CONFIDENCE IN THE FINDINGS. LET'S D O IT TOGETHER. Uli 

THF ONLY WAY WE BOTH CAN ACCOMPLISH OUR GOALS. 
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